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Task 2

Observation of Practice
Guidance: 

A learner must choose an observation of direct social work practice with people in need of care and support and/or their carers. The observation cannot be from giving evidence in court, contributing to strategy group meetings, case conferences or tribunals or any other indirect activity. The consent of the individual/s in need of care and support and/or their carers must be sought before the observation is undertaken. The observation must be undertaken by an observer who is social work qualified and has at least 3 years’ experience (criteria set out in the Programme Handbook). The observation must be for a minimum of 30 minutes. The observer will gain feedback from the individual/s in need of care and support and/or their carers using either the pro forma below or one of the learner’s own design at the end of the visit.  

The learner is responsible for providing a method of gathering feedback for the observer to use. This can be of their own design, and/or adapted to meet the needs of the individual. The provided pro forma can be used where appropriate. The method used will depend on age, ability and language/communication needs of the individuals in need of care and support and/or their carers. 

This section will include examples of the ways in which effective communication impacts on practice in relation to language use, language needs and cultural sensitivity. You must demonstrate the principles of the “Active Offer” and make reference to “More than Just Words” (Welsh Government, 2012).

Please ensure you meet the Learning Outcomes for this task (See appendix 5 of the handbook).  

Please answer the questions below.

Observation Summary 

Please include name of the expert witness observing in learner’s details section of the portfolio.

Date of observation:  11.04.2025

To be completed by learner. 









	Question:
Context
Set out the social work objectives and give a brief description of the situation including geographical and legislative contexts and any relevant cultural, ethnicity and language issues, including how consent was gained and how you have considered the impact of the observation on the individual in need of care and support and/or their carers.  

300 words (+/- 10%: include your actual word count at the end of each section).


The citizen in this observation is male, over 65, and identified as 1 to ensure anonymity. 1 lives in supported accommodation in a rural location in Wales and experiences mobility issues. Due to the geographical location service infrastructure is undeveloped, residents are unable to access public transport, this contributes towards inequality, social isolation, problems becoming individualised, and feelings of helplessness; highlighted in the Welsh Government report, Locked Out: liberating disabled people’s lives and rights in Wales beyond Covid 19 (Welsh Government, 2022). 
My primary objective was to gain 1’s views, following concerns raised in an adult at risk report. The meeting formed part of a safeguarding enquiry under section 126 (2) of the Social Services and Well-Being (Wales) Act 2014 (The Act), upholding the principle of a person centred approach to safeguarding under Part 7 and accompanying guidance, Working Together to Safeguard People: Volume 6 – Handling Individual Cases to Protect Adults at Risk.
1 consented during a telephone conversation to a face-to-face meeting, and observed by my mentor. I explained the observer’s role, discussed feedback, advised constructive criticism is permitted, and reassured 1 could refuse with no effect on their right to an assessment. I explained, why I was being observed, and gave assurances that 1’s identity would remain anonymous and confidential in my coursework. I made an active offer for the meeting to be held in the Welsh language as stipulated under More than just words: A Strategic Framework for Promoting the Welsh Language in Health, Social Services and Social Care (2022-2027) and Section 44 of the Welsh Language (Wales) Measure 2011. 1 advised, English is their preferred language. At the start of the meeting, I requested consent to be observed, checked 1 was still consenting for my mentor gaining feedback, and I advised the observer had no active role in our meeting as I was mindful of power implications of an additional professional being present; to ensure this observation had minimal impact on 1 (Neal et al., 2016).

Words 330 






	Question: 

Critically reflect on your communication methods and skills during the observation; including how you identified whether you had the necessary communication skills to work with the individual in need of care and support and/or their carers.   

You must use a person-centred approach to demonstrate the integration of social work ethics, values and the Code of Professional Practice. This must include culturally and linguistically sensitive practice and the principles of the “Active Offer” and make reference to “More than Just Words” (Welsh Government, 2012). 



1300 (+/- 10%: include your actual word count at the end of each section).


In preparation, I researched the social services database to determine 1’s preferred language and potential barriers to communication. The data recorded English as being the preferred language with no apparent cultural or linguistic barriers. I was mindful of being clear, not using jargon, and being aware of potential barriers for example; I planned to leave in plenty of time, to ensure I arrived promptly, to demonstrate reliability and promote trust (Thompson, 2007). I understood not allocating enough time and being hurried during the meeting could be perceived as a barrier to communication and not person-centred, which would contravene Section 1 of the mandatory Code of Professional Practice for Social Care (2017) (The Code).
I checked with 1 during our initial telephone conversation and when we met in person their preferred language and made an active offer of facilitating the conversation in the Welsh language on two occasions; firstly during our initial telephone conversation and secondly when I met 1 in person (WLM, 2011; SFPWLHSSSC, 2022-2027).  In preparation, I reviewed the literature on how this social policy was vital to Welsh speaking people. The active offer and communicating in the Welsh language demonstrates respect to an individual’s cultural identity and linguistic parity; equalizing the power between English and Welsh identity, establishing equality, and this promotes effective collaboration (National Assemble for Wales, 2011). 
Pomeroy and Nonaka (2013), suggest effective communication is the foundation of social work and language sensitive practice is the most significant element of good practice. For example, first language Welsh speakers may find it difficult to express their feelings in English, and there is evidence that bi-lingual Welsh-English speakers may have a compromised ability to speak English when experiencing high levels of stress, and/or physical and mental health challenges (Pavlenko, 2006; Davies, 2014). This has significant relevance to what matters conversations with social workers, as these will be potentially difficult for some citizens for example, if the adult or child is at risk of or experiencing harm or abuse and due to their care and support needs are unable to protect themselves (Douglas and Barlow, 2023; Social Care Wales, 2020). This linguistic and cultural approach is mandatory for social workers in Wales under The Code (2017) while also promoting the voice, control, choice and co-producing outcomes with citizens are fundamental principles of The Social Services and Well-being (Wales) Act 2014 (The Act).  
Waters (2023), argues from the perspective of a citizen with the lived experience of being the recipient of social services and advocates that co-producing with social workers gives an equal voice to citizens and is equality is the foundation of effective communication. Beresford and Croft (2001), suggest disablist and ageist narratives perpetuate the inequality and stigmatization of individuals receiving social care services, and to counter this discrimination promote a strength-based based on equality and a human rights - valuing the citizen as the expert of their own lived experience (Reid and Reynolds, 1996). Furthermore, Lefroy (2023), suggests the best way to identify effective co-production is when there is an established equality between citizens and social workers and an inability to identify who holds the power. In preparation for my meeting with 1, I researched the What Matters conversation skills guidance and studied a skills-based resource pack: Outcome-focused ‘what matters conversations’ in information, advice, and assistance services (Social Care Wales, 2014).
Utilizing the Gibbs (1998) reflection model, I critically reflect on my practice during the meeting. I facilitated a What Matters conversation with 1 as mandated for social workers under Part 3 of The Act (2014) and adopted a person-centred approach. I actively listened, and carefully considered non-verbal communication and potential symbolic meaning, regarding my visual presentation for example, choice of dress, not too formal or informal with considerations of respectful presentation, and professionalism, as I understood non-verbal communication conveys more about intentions, underlying beliefs, and feelings than verbal communication (Thompson, 2009; Trevithick, 2013). I considered physical proximity to promote choice and control by asking 1 where he wanted my mentor and I to sit, utilized open body language, maintained good eye contact, mirrored facial expressions, regulated tone of voice, did not use jargon, allowed silences, and smiled (Lishman, 2009). I considered carefully my verbal communication skills and remained responsive to the information and emotions conveyed to me by 1; focusing on feelings, summarising, reflecting back, paraphrasing, and repeating significant aspects of his words to invite further exploration to demonstrate empathetic understanding, and uncover his views. I identified pertinent facts relating to for example, risks and protective factors, and identifying 1 views and his choice of outcomes, by using open, closed, and probing questions and focusing the conversation at times on salient points for example potential signs of abuse (Trevithick, 2013; Social Care Wales, 2022). I feel that this person-centred communication style; promoted the development of a rapport, established an exchange model that enabled us to establish a positive relationship and demonstrated my willingness to listen and accept without judgement and to hear, focus, and respond to what 1 considered important and convey my understanding of his perspective (Smale et al., 2000; Parker and Bradley, 2010).  I understood the importance of promoting inclusion and valuing diversity for example, being aware of the barriers to inclusion in the context of 1 living in rural Wales. Rogers et al, (2020) suggest that by maintaining the non-judgemental value of unconditional positive regard, while actively listening creates a safe environment for the citizen to explore the meaning of experiences, and discover within themselves the resources and creative solutions to  problems. I incorporated the 4D2P model (Tedam 2021) as a theory for reflecting on anti-oppressive and anti-racist practice and applied it to this case study.
Discuss: 1 made reference to feeling, “Talked down to” by one of his carers, and he reported this carer appeared to be, “Always in a hurry to finish tasks and moved my things about in a rough disrespectful way without asking me and he is also rough and insensitive when he helps”. 1 identified some personal outcomes, “I want to feel safe in my home”, I want to be supported properly with kindness by all the carers”, “I want to be respected in my own home”.
Discover: I discovered that 1 was feeling afraid of one of his carers and oppressed by him possibly because of this citizens age.
Decide: In collaboration, with 1 we explored potential options to stop this abusive behaviour and decided the best approach was to inform the care home manager about this employee’s behaviour and ensure this carer did not return and care for this citizen.
Disrupt: In addition to informing the care provider manager, I requested the employer investigate this employee, and take action to address this behaviour. For example, suspension from duty pending findings from internal investigation, potentially leading to disciplinary action/retraining on anti-oppressive practice, dependent on findings.  
I reflected on the outcomes identified by 1 and considered the social work values and The Code (Social Care Wales, 2017) and its underlying values of respect for the dignity of the individual, human rights, promoting social justice, integrity, equality, honesty, trustworthiness, responsibility, and reliability. I consider the action I took upheld these values during my meeting with 1 and demonstrated effective communication that communicated my unconditional acceptance of individual diverse identity including age, religion, gender, beliefs, and disability (Thompson, 2006). I reflected on the importance of my professional accountability in terms of accurate record keeping and report writing and I understand the importance of confidentiality and appropriately storing and sharing of confidential information under General Data Protection Regulation (GDPR) (UK, 2018), the Data Protection Act 2018, the rights of citizens under the Freedom of Information Act 2000 to access this information. 
I have become more comfortable talking about difficult subjects and managing hostility and distress. I consider my social work value base has deepened and embedded since I first qualified, and this has benefitted how I communicate (Social Care Wales, 2020). I understand the implication of power within my professional relationships and have developed increased sensitivity and self-awareness of this factor in my practice. I am more aware of the subliminal messages, for example, my choice of dress, physical proximity, implications of the statutory duties of my role and the important need to share power as equals to effectively collaborate (Lefroy, 2023). I have learnt to ask my mentor/supervisor for guidance and resources if I am unsure about communication techniques for example, Makaton. I have learnt about myself during reflective practice and formal supervision - this has increased my self-awareness, made me a better proficient communicator (Dreyfus and Dreyfus, 1986).  
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Feedback and comments from individual in need of care and support and/or their carers 

Information for the observer

This section of the Observation should not be completed in the presence of the learner. 

No formal written feedback is required from the observer on the learner’s practice. However verbal feedback should be provided to the learner as soon as possible after the observation. If the observer is not the mentor, then feedback should also be provided to the mentor. 

Some or all of the questions below may be used by the observer who can rephrase and add explanations and prompts as required. The observer should record responses from the individual in need of care and support and/or their carers below, or by using an alternative method if required/provided.  
Before asking the questions, the observer must explain to the individual comments will be shared with the learner. It may be useful to explain that it is used as a learning tool for the learner to develop their own practice. 

If the observer is unable to gain feedback, they should briefly say why.

	Was the social worker on time?  Or, if delayed, did he or she contact you?

	Social worker was prompt, arrived a few minutes early

	Did the social worker get your permission in advance for the observer to be present?
 
Did they explain why they were being observed?

	Yes, I was told in advance and gave my permission.




Yes, I was told why another person was observing our conversation.

	Were you clear why the social worker met with you today?

	Yes, I knew why they were here.


	How well prepared do you think the social worker was for his or her meeting with you?

	Very well prepared, as they knew what my situation was and what my needs are.

	  How has the social worker listened to you and respected your views and wishes?

	Yes, they listened to me and were polite, checked if I was okay to continue or whether I wanted a drink of water, and gave me plenty of time to respond to their questions.

	Did the social worker talk to you in a way that you understood?
Did the social worker consider your language needs?

	Yes, very clear speech and spoke calmly. I understood without any issues.

Yes, I was asked whether I would like to be spoken to in Welsh, to which I said ‘No in English’.



	How has the social worker’s involvement met your expectations for this visit?

	Yes, I guess so, they have listened to me, and they gave me advice and told me what steps they were going to take next.

	Are there any other comments or suggestions that you would like to make?
	Not really, everything was fine.
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